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DFFRXQWLQJ DV D VWLPXOXV IRU RUJDQL]DWLRQDO FKDQJH
DQGSURJUHVVDQGVXEVWDQWLDWHGWKHEHQH¿WRISHUIRU
PDQFH PHDVXUHPHQW SURFHVV QRW RQO\ IRU ¿QDQFLDO
UHVXOWV2QHRIWKHPRVWSRSXODUPDQDJHPHQWDFFRXQ



















NLQJSURFHVV DQ DELOLW\ WR LPSURYH DQG FKDQJH WKH











7KHRUHWLFDO IUDPHZRUNRI WKLV VWXG\ LV EDVHG
LQWZRDSSURDFKHV&RQWLQJHQF\WKHRU\LVVXLWDEOHWR
DQDO\]HLQZKDWZD\306¿WVWRLWVLQWHUQDODQGH[
WHUQDO HQYLURQPHQW7KHSXUSRVH LV WR FRQWULEXWH WR
D EHWWHU XQGHUVWDQGLQJRI WKH IDFWRUV WKDW DIIHFW WKH
DGRSWLRQ DQG XVH RI 306 LQ RUJDQL]DWLRQV DQG WKH
UHODWLRQVKLSEHWZHHQ WKHVH IDFWRUVDQGSHUIRUPDQFH
PHDVXUHPHQW SUDFWLFHV &RQWLQJHQF\ IDFWRU LQ WKLV
VWXG\LVRUJDQL]DWLRQDOYDOXHV$QRWKHUWKHRUHWLFDODS











7KH PHWKRGRORJ\ RI WKH SDSHU LQFOXGHV WZR
PDLQ SDUWV 7KH GHYHORSPHQW RI WKHRUHWLFDO IUDPH

ZRUN LV SUHVHQWHG LQ WKH ¿UVW SDUWV5HVHDUFK FDVH






















WLYH WR WUDGLWLRQDO FRVW DFFRXQWLQJ V\VWHPV .DSODQ
DQG1RUWRQ$%&RIIHUHGDQLPSRUWDQWDGYDQ
WDJH RYHU WUDGLWLRQDO FRVW PHDVXUHPHQW DSSURDFKHV














WLYLW\EDVHG FRVWLQJ V\VWHPV LV XVHG WR DQDO\]H WKH
RUJDQL]DWLRQ¶VFXUUHQWDFWLYLWLHVDQGFRVWSRROVLQDQ















DQG LQ LWV DSSOLFDWLRQ$%&¶V DGYDQWDJH RYHU RWKHU
LQIRUPDWLRQV\VWHPV LV WKDW LWSURYLGHV LQVLJKWV WKDW
VSDQWUDGLWLRQDOIXQFWLRQDOERXQGDULHVLQWKHRUJDQL]D
WLRQ'ULYHU
6XPPDUL]LQJ LW FRXOG EHPDLQWDLQHG WKDW WKH
SULPHJRDORI$%&0LQWURGXFWLRQZDV WRVROYH WKH
FRVWLQJ SUREOHPV%XW WKHPRVW LPSRUWDQW DGYDQWD
JHLVWKHDELOLW\WRVROYHSHUIRUPDQFHLPSURYHPHQW










WLRQ SHUIRUPDQFH9DOXHV LQÀXHQFHZKDW SHRSOH GR
DQGKRZWKH\ZLOOGRLW




ZHUH VXFFHVVIXO 'HVSLWH WKH FRQWLQXHGZLGHVSUHDG
GHYHORSPHQWDQGXVHRI$%&DQGRWKHUSHUIRUPDQ
FH PHDVXUHPHQW V\VWHPV D YHU\ LPSRUWDQW DVSHFW
LVDERXWWKHUHOHYDQFHRISHUIRUPDQFHPHDVXUHPHQW
V\VWHPVLQJHQHUDOLQWKHLQIRUPDWLRQDJH3LPHQWHO




























V\VWHPRFFXSLHV DQGZKLFK OLHV EHWZHHQ RUGHU DQG
















HIIHFWLYHQHVV HYHQ WKRXJK WKHVH WZRFRQVWUXFWV DUH
RSSRVLWHV&RPSOH[LW\WKHRULHVUHFRQFLOHWKLV8VLQJ
WKLVFRQFHSWLQWKHRUJDQL]DWLRQDOFRQWH[WRUJDQL]D
WLRQV WKDWDUH WRRVWDEOHIDLO WR UHVSRQG WRFKDQJLQJ
FRQGLWLRQV LQ WKH HQYLURQPHQW DUH DW D FRPSHWLWLYH
GLVDGYDQWDJHDQGHYHQWXDOO\JREHOO\XS2UJDQL]D
WLRQV WKDW DUH FKDQJLQJ WRRPXFK DOVR GLVLQWHJUDWH
<HWWKHUHLVDQRSWLPDOSODFHEHWZHHQWKHVHWZRWKDW
SURPRWHVVXUYLYDOWKHHGJHRIFKDRVZKHUHWKHRUJD






JDQL]DWLRQ WR WKH HGJH RI FKDRV HLWKHU DZD\ IURP
FKDRVRUDZD\IURPVWDELOLW\LQRUGHUWRSURPRWHRU
JDQL]DWLRQDOFKDQJHV&RPSOH[LW\WKHRU\GHDOVZLWK





















DUH FKDUDFWHUL]HG E\ D FRQWLQJHQF\ DSSURDFK HDFK
RUJDQL]DWLRQKDVWRFKRRVHWKHPRVWVXLWDEOHV\VWHP























VHWV RI EORFNV IRU VROYLQJPRUH FRPSOH[SUREOHPV
LHWKHFDWHJRUL]DWLRQRISURSHUWLHVWKURXJKLQWXLWLYH
DJJUHJDWLRQ7KHQ LQWHUSUHWDWLRQ LV DSSOLHG WR JLYH















PHDVXUHPHQW V\VWHP DV D GHFLVLRQPDNLQJ VXS
SRUWWRRO7KHUROHRIWKHERDUGRIGLUHFWRUVPRYHV














V\VWHP:KHQ PDQDJHULDO SUDFWLFHV DQG KXPDQ
EHKDYLRUZLWK UHVSHFW WR WKH0,6 DUH DGYDQFHG
WKHUHLVDFRQWH[WWKDWIDYRUVSHUIRUPDQFHPHDVX
UHPHQW UHJDUGOHVV RI WKH OHYHO RI LQYHVWPHQW LQ
LQIRUPDWLRQV\VWHPV*DUHQJRHWDO
x 7KH UHODWLRQVKLSEHWZHHQSHUIRUPDQFHPHDVXUH
PHQW DQG strategy DOVR EXVLQHVVPRGHOV FDQ EH
DQDO\]HGDFFRUGLQJWRWKHPRGHOGHYHORSHGE\%L
WLWFLDQG0DUWLQH]WKHYDOXHPDWUL[&RP
SDQLHV VWDUW WRXVHSHUIRUPDQFHPHDVXUHPHQW WR
VXSSRUWFKDQJHVLQLWVEXVLQHVVPRGHO












DVSHFWV WR XQGHUVWDQGLQJ RUJDQL]DWLRQDO FXOWXUH
4XLQQ306XVHSURPRWHV WKH LQWURGXF
WLRQRIDQDFKLHYHPHQWFXOWXUHDQGDFRQVXOWDWLYH






ULDWHO\ LI LWQHHGV WREHXVHG WRDJJUHJDWHPHDVXUHV
3DOPHU3DUNHU7UR[HO:HEHU7KHDG























2QHYDOXHVEDVHG DSSURDFK WRPHDVXULQJ FXOWXUH LV
WKDWJLYHQE\4XLQQFRPSHWLQJYDOXHVPRGHO
&90+HLGHQWL¿HGIRXUFXOWXUHVRUPRGHOVRIRU




















































XQLYHUVDOO\ DSSURSULDWH SHUIRUPDQFH PHDVXUHPHQW
V\VWHPZKLFKDSSOLHVHTXDOO\WRDOORUJDQL]DWLRQVLQ
DOO FLUFXPVWDQFHV 2UJDQL]DWLRQDO YDOXHV GHWHUPLQH
WKHRUJDQL]DWLRQ¶VUHDFWLRQWRWKHHQYLURQPHQWZKLFK
PHDQVWKDWRUJDQL]DWLRQDOYDOXHV LQÀXHQFHPDQDJH















PDQFHPHDVXUHPHQW V\VWHP DFWLYLW\ EDVHG FRVWLQJ
DQGPDQDJHPHQW FKDQJHV WKH OHYHO RI XQFHUWDLQW\
DQGRUJDQL]DWLRQDOYDOXHV7KHJUHDWHUHQYLURQPHQW
XQFHUWDLQW\ WKHPRUHGLI¿FXOW LW LV WR SUHSDUHPHD
VXUHVZKLFKFRXOG WKHQEHFRPHWKHEDVLVRISHUIRU
PDQFHHYDOXDWLRQ2QWKHRWKHUKDQGRUJDQL]DWLRQDO
YDOXHV GHWHUPLQH WKH RUJDQL]DWLRQ¶V UHDFWLRQ WR WKH
HQYLURQPHQWZKLFKPHDQVWKDWRUJDQL]DWLRQDOYDOXHV









































DFFRUGLQJ WR RUJDQL]DWLRQDO YDOXHV FRXOG EH EDVHG
RQVHYHUDOLQGLFDWRUV*LPåDXVNLHQơPHDVX
UHPHQWDSSOLDQFHV XVDEOH LQGLFDWRUVDWGLIIHUHQW OH
YHOVPHDVXUHPHQWEDVHFKDUDFWHULVWLFSODQQLQJIH
DWXUHVSRVLWLRQRIHVWLPDWRUYDOXDEOHSHUIRUPDQFH
















RI ERWK PDQDJHPHQW DFFRXQWLQJ FRQFHSWLRQV UHD
VRQV WR DGRSWPDQDJHPHQWDFFRXQWLQJFRQFHSWLRQV


















JHPHQW W\SH IRU WKH RUJDQL]DWLRQ$FFRUGLQJ WR














4XHVWLRQV DERXW RUJDQL]DWLRQDO YDOXHV ZH









WHG E\PDNLQJ SUHVXPSWLRQ WKDW LW GHSHQGV RQ WKH
NQRZOHGJHRIWKHFRQFHSWLRQDQGLPSOHPHQWDWLRQH[
SHULHQFHfull system, partly implemented system, im-
plemented but not used system, failed to implement,


















UDWLQJ LQ UHWDLO DQG FRUSRUDWH EDQNLQJ LQ/LWKXDQLD














Changes in organizational values.5HVXPLQJ
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PHQW OHYHO UHVSRQGHQWVPDUNHG UDWLRQDOJRDOPRGHO
YDOXHVVRLWZRXOGEHSXUSRVLYHWRIROORZWKLVRSL









y,QGLUHFW LQGLFDWRUV ZKLFK VKRZ WKDW D UDWLRQDO
JRDOPRGHOLVGRPLQDWLQJDUHVRFLDOVWDWHGYDOX
HV±RUJDQL]DWLRQEHOLHYHVWKHRUJDQL]DWLRQ¶VWKDW
UHVROXWH SHUIRUPDQFH DQG LQWHUQDWLRQDO UHFRJQL
WLRQDUHD UHVXOWRIKLJK WHFKQLFDO VWDQGDUGVDQG
TXDOLW\
y2UJDQL]DWLRQ¶VPLVVLRQ GHFODUHV WU\LQJ WR FUHDWH
RUJDQL]DWLRQDOYDOXHE\UHFRJQL]LQJFXVWRPHUQH













VROXWLRQV )OH[LEOH UHDFWLRQ WR RSSRUWXQLWLHV DQG






















FKDQJHVZLOO EH IRXQG LQ WKH IXWXUHEHFDXVHYDOXHV
FKDUDFWHULVWLFWRKXPDQUHODWLRQVPRGHODUHGHVLUDE
OH
6RPH FKDQJHV LQ RUJDQL]DWLRQDO YDOXHV ZHUH
IRXQG LQ  UHVHDUFK WKH VPDOOHVW DYHUDJH ZDV
IRXQGLQRSHQV\VWHPPRGHOWRWDODYHUDJH9D
OXHV FKDUDFWHULVWLF WRKXPDQ UHODWLRQV UDWLRQDOJRDO
DQGLQWHUQDOSURFHVVPRGHOVZHUHIRXQGPXFKPRUH
WRWDO DYHUDJHV   $FFRUGLQJ WR WKH
IDFWWKDWHYHQWZRUHVSRQGHQWVPDUNHGUDWLRQDOJRDO
PRGHOYDOXHVLWFRXOGEHVWDWHGWKDWGRPLQDWHWRWKLV
PRGHOFKDUDFWHULVWLFYDOXHV OLNH LQ WKH¿UVW ±








WLF EHFDXVH RI RUJDQL]DWLRQ VWUXFWXUH FKDQJHV FRQ
WLQXDO LQWURGXFWLRQ RI QHZ SURGXFWV FRPSOLFDWHG
DOORFDWLRQRI ,7FRVWV DQG WRRFRPSOH[ VWUXFWXUHRI
DFWLYLWLHV7LOO$%&0ZDVXVHGIRUFRVWLQJ LQ
WKH 3DWURQ &RPSDQ\ RQO\ 7KH IXQFWLRQLQJ V\VWHP
KDG D ORW RI GLVDGYDQWDJHV QDPHO\ GLVSURSRUWLRQDO
DOORFDWLRQ RI ,7 H[SHQVHV XQFOHDU LGHQWL¿FDWLRQ RI




























LPSOHPHQWHG VXFFHVVIXOO\ 2Q WKH RWKHU KDQG WKH\
































0DQDJHPHQW QHHGV IRU LQIRUPDWLRQ FRXOG EH
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WDLQW\ SULQFLSOHV -RXUQDO RI 2UJDQL]DWLRQDO &KDQJH
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SURFHVDV WXUL EǌWL DQDOL]XRMDPDV UHPLDQWLV VNLUWLQJRPLV
WHRULMRPLV.LWDWHRULMD\UDNRPSOHNVLãNXPRWHRULMD9HLN




3LUPRMH VWUDLSVQLR GDO\MH VXIRUPXOXRWRV SDJULQ
GLQơV WHRULQơV W\ULPR SULHODLGRV$QWURMH GDO\MH DSWDULD
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